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mAm-, mm^^-^nm^Anvii^iim^ h^h^^^, ^■^\ix^^^nmA^m 

m-^^^', ^^"^vrmMmmmm^^mmM^m^A^^m^mx mmmmm. 
u^m^mmAm±-mfs.m', ^^^nmM^mmmm%WA^w2^n^n.Affk^m 

(3). ^ri-^/m^j:^ 
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(4). mnmum 
(4) . mmmmmnf^ 

mmx^mmmmm^mim^Mmi^^mmmmmmfo 

20 mmMi^mmwmxmmmm^mmmxmmmmm±mmm-^, mmwmxm^mtn 

1) ^m'mxm^mmitmm^^i 

2) mm.Mmi§r^, ^mmxm-^mmmx 

3) nimmm'&:^mummmmmxsi^mm'&:r\-t 

5) ^^m^xmm^mimi^^^mm'. . 

6) ^mumfMmm^m^^^i^U; 

7) ^^tm^«fnij@, ii^wmmxmM:Wj:i¥'. 

WMmMmmm^mxmmm "mmm'^mM" m "mmmmmm" ^mm^. ^r^. 
<^mmmmmmm^wj:j^'. ^^m^$kxmmm "mmmmmw ^my^^m^^^ 

35 H^f^isS^- 
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^Ikl^-tfSflJ^fggcffl CRM (Customer Relationship Management ^/^^^I'S^^) 

Mmmp^m^^. %mmmm%-^m^ %mmmmm^^m', %m^^mw^m.n. 
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^j^^'^mitma'a^w "^M^mx'\ "^mmnmm"> "mf^/mj^'\ 

(1) . MM^mxxf^ 

m-mxmmm^m^mmmmwmm^mm "^mx" mta-. "j^msi^'' 
15 m "^mmm" "^@a" mM.mxmm; 

(2) . ^mmnm^mxff 

mMmxmm-, 

(3) . ^ifmm^xm 

20 mm "mnmm" "^/m^". "m/m^M»mm" m,%mxMm', ^mf 

(4) > T&r\rWi^xm 

^mmxmmmmmwmxm^^; mm^^mx^i^mmm^Mmm^'^xm 
25 mm^mmc 

mmmfim^xm-, ^wwmur, ^±xm'p^n^^xm^^:xmm. 

(1) . "^mmm^" xm 

30 m^^x^mmMmmfmmmmMmm^mwMmmmwmmM^M "mm^" w 
mmmm"; "^mmmm" mx^mMrnxmrnm^-. 

(2) . «ij^^»#xm 

35 (3) , ^nmmmwxm 
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(4) . mmmmmum 

4) i^MMm^^m^^^wmmmmmmifM; 
6) t^mMmwMmmTtmm^^mU; 

m^^wmmm&itmmo ^:^^mmMm^, ^^n^^^mjA ^'mmftmmitm^" 
'^m^m "mmm^mm" m "mmmmmm" ^^m^nrnxm^mmm^^-, mm 
^^Am^^mm^ii^m^'^m^^m-^m^mmmxmiit; mmxm^mm^m 

J^R^mmm^m^m^^mm^^Mmmxmmmitmwito mmnm, ^^w^m. 
^mmm^wxm'^w.mmm/k "mm^mmitm^" nm "mmmmmm" m "mm 

m 3 ^^^m-^mmwMmmi^^&it^Mm 



3 



m 4~m 7 ^:^mMmmm i m^mitmmit^Mm 

m^MiR> m^MXs mmf^. M^ixwm^MWii^s^m^o 

6^":^fe": "mmmn\ "mmM^'\ "mixmn". "m^mw\ "mmm''m"m 

MA" ^tbit«BW=R#«^#^; "^mm^^" M. "^mx" "mm^" mm 
20 m "m,^." "^mx" m^mmf^^m^MmmmmmM. "m 

M" m-^mx^o 
30 7^ ^iikTi^T^-- "mm-^^mu" 

m ''m^mu" H^jt^o "^m^^" m^inmm^ik "^mx" fitmnMwmm^m 
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n^^m "m't^mmum" &h, ap^, "m't^mm" ax bo 

"^mnmuM" ^mmmmm^ "mw^m^m" -rmnm^^mLm^^ 

20 "w^mm" ^nm-. i&^mmitm a m^mm^ a. "mm^m^m" &r, r^ 
Mmm^^m "m'^mmuM" Mb, m^^. Am ''w^mm" axb« 

25 ^%mmmm^^m m *a^, Mmmm^^^^m hs mam^ mi ^i^^mmmm^ 
H4 m^o 

30 ^:fefeo 

Mmm'^m^M^^ismmfi^mmi^ si. mmmmm^ S2. m:^m.mm^ ss. mm 
35 ^#is33; %m^m^s3zx'mi^m^mjm:S32u ^immmims332. mmnm 
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m^nmmm ssss, mmmmmm^ S334, wmmifmrn ssss mmn. 

^1^^ S336. 

mm^^mm^. mm, m^m^mi iiim^:s.mm:> &^^mmm^^m^^m 

^ SI mA~m.m^mmi m^mmm^m^ mi ^m^mmm^ S2 ^mmmm^mm. 
H3 mm±i^mm^ S3 4^; im^mitrm±m.mm^ S3 ^mmik'sEm^ S3i ^ 

15 umikvE, im^mmmi&mi^mnm^ ssi, S32 m.m^^mmmmm^m.m^m^ S33 
mi'm^mmwism^ sssu ^m^mmm sssi. m'mm.mA^mmm^ S333> 
^^mm^m^ S334 mmmmr\-^mm^ S335 ^T^stsiiif H22 
i>^m^iS[^^ H4 mmmmmm S4 f lsi^#a:^^i^[^gss^^i$gMift^T3s^; it^^^aa 
H22 S2 ^m^mmmmm h4 ^^igj^^:^ S4 4» , i^iBt , t+^^« Rr3ij4P«i^& h2i . 

20 m^^mm^ s2 s^iii^ii£ffl;^6«i%M^^ HI; ^mmf^mw. m 

2, ^s^^i^^i'smig 

^Nikiss^:^ S3 ^mwmm\^^mmk S335 Jllill^jS^fm:^, S335 

25 ^^m^^^^m^wsisig. S335 mmm^m3mmmmm.^^m m m^mmm 

^^:^S4 4'5 #E.Ti^^m:^^^:^ S336, S336 H21, H^^^^^^ S2 S 

m^mmm^ m mmmMo mta, 3335 a^jg. 1 ^im-}km'my±mmmmm 
S335 ^H^-^ffi S336, s336mmmmmumME^^%^m^^m'^^uu nmim. m 
mmmmM.3mmm^ hi . 

^7|^^'t>, S333 Ctam 2B M^) -aiS^'S^lTh^a. 
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m^um.mM> M^i^r^^i^M^^ ^^^^nmM^ ^mmwtmB. ^m^mmm^M^ n 
mmmm" mM.RU'm^> "mm^" mM^Rmm^^ mm^mmM,. Jimmm^m^ 

p^mmm-^Mm 53332. 
K mmmmm S3332 

mmm 2, mmi^i^mm 53332 mm-^n^m "^m^mx" S33321; ^->hx 

j^ft ":^tlf3^#=^5t" S33322: ^HXffS "-^it^/IC^" S33323, ^H^hX^;^ 
TtW'f*" S33324, :aEi|#55|c1f?aT, Uil±XJfJ^'etll[P^Xi^Rriii#lii&o 

^'»^itm@ S3332 m=^':r.^t.mmMmn^^o Mf-^^&^^if^mMcWj^^nmM, 
■^nm "mnmm"', "mnum" m^^m^-i^&m "^mxM^\ "mm:fj" m "»j 

S331 "filrA, 

5^^^liAXmS33321 

f8«A^ir5feaii±^®^^«i^ S332 mm M^mMwm ''^mx" ^m., ^mx 

mm S3332o 

mmxmnm'm^r\-mms3332^mxnmm "^^X" mmmmm.mm%i^f^M<> 
m^mmT-^jimmm^, ^mm^m^xmmim ^'mx^ii^ 'mnmm' xj^"^ 



(2) . ^mmmum.i:^s33322 

^M^m "^MA" m!Z^mmMnsw.^mm^m "^ha" etj "mnum". # 
;i^"ii##?i"'tmi!iA S33322c m^XM^m^^m "mmum" x^^mmmi&^m 

mmx^i^ S33322 "^mx" m "mnum" mm^mmi^m^^m.Mo >M>m 

^X" m^m^m "^mm". mmj^mmir-^nm^ma, ^mm^mmxmmta 
"mi%m^ 'm/mj^.' urn" mumB^mM.-. iu^^^ sssi ^^eti h^. 

(3) s -^it^/lfe^^XJ^ S33323 

mm "mmm" ^mf "m/m,^", ^mx 3333230 ^^v\- "^/^^" nmmmmm 
mmxmm 533322 '^mx^m "^mx" "mmm- m "^/m^" mmmi^mm^x 
mmimmMmmmm^^js, mmMTmnmrn-. n^mm^m^"^^""^mx" 

M: ium^^ S331 "M^" mm, Mm^mmr~^j:m&^mo, ^Mm^^ 

(4) ^ -gitiTOXi^ S33324 

^mmummmmmwmxm^^o mmmmx^mm^m'&i&Mm-^xm 
w^^f^iw. mm S33323 wi-^js&^m'Bam.^^.mmmmm^'^m.m 53333 ^ha, 
^^Wiiii S33323 mmmjtmmimiu^^mm 53332 atntrH^-^;^:^, 

@. a^jii^^sti "^mm^" esc^: ^y. "^#a" -gvhxi^ 533321 wubmrn-. 

Jik -^1^X^833322 JF$&Mir; 

®. «^tiA" ''mnmm" m^-. m ^^/h^'' sihx^isj 533323 ^m^m. 

2. ^«*#^3ama 53333 
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^is3333« m'^mi^^mmm S3333^^m^xm'. ^^-^mm^xj^ 533331 > ifM 

l8**#Xj^ S33332, #lM'»*#XJ* S33333 ^li^*:mf -feXJ^ S33334. 

(1) . ^m"^Mmm^" x}¥s3333i 

5 mmxsi^mmmmrMn 53332 minmm^m^mm 5332 mmwwm^^M "s/ 
1^^," fit! "'^3Sv^ii#"o psm"^^ "-^^mmm" WA^^miiirA?!] 533331 4". 

(2) . ifflf^ft^^^Xm S33332 

10 S334 '^^j.mfmm^^^mwm.mm\^y-^mmfmm^m\Mo ig«A^ 

dfil^^I^m^ 5331 M^Btfa3rtM^^«J = 

(3) . Jll^T^'ftWt^Xm 533333 

ia-^5i^«^;^ati "mmmM" ^ "^mw ^^i^^j^^iicig^A 533333. 

15 (4) . l^'«*#iTOXj^ S33334 

mmx^mm^mmimw^ki^^^nL^m'mxmmmf^ 533334 

®. ifiJ^^^WSif 

25 if 6<}^:^iirA S33334, f^-ftif Wl^i^^S^iatf , -&or!^A^#-%. 

m«li«^iffn^«^S, ^g«A^^*^«»#iTO 53334 jgl^m^^S^:^ 5331 
53335. :$::^flj'=f, ti^tt^aalfe^ 53335 mj^^WA^^^Jg^fi^I-^:^'. 
3. lft^l=M^i 

*i#^sAMffliiM®^ HI M!i*i«A^6ti^«ic$go mmmmxm'^^mm] 
30 fg^A^6t]^-i^:S:#6^i5[fgf . *gjg^w«€^A^au^jg^±^etim^, ^^^s 

A^ ^M^TX#^5KflXf^ : 

1) ^€«A^^@e*:ttie^J^'»^3E^ 53330; 
2) ^M^^^^. ^^«AM-®mt^i'» 53332; 

3) mw^mw^mmmmmmK^ mmmm- 5333245 
35 4) mm%m'^^mmmmmmtfym^T^^\ 533332, 
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5) ^m. mmmmxmmmmimi^m^mm S33333', 

6) mmMmifMmmmm'JiKmm 533334; 

7) t-mimmiM, m^mmAmmMWj:i^s333; 

8) mm S331 m^MMmmx^mnmrnm 333370 
4. mm^nm.ms3336 

« 

wmM^m^mm. i^^Mmm^m'^, '^^-^mm^rnhk "mmTtmmitm^" 5333 

mmx^^^mmmimW:^ 53330 ^mim^-^mmBnmx^^i mmx^^m 
5333 mmmmmmmif^m^mmmmxm'MmMmm. ^M«»#^p^iai8«e 
Ws; m^mmmxmmm^^^^^mm^mm^ 53337 ^Mmmxmmmitmim^ ^ 
^mHM, 'j^w^m^mmm%wx^-^i:xmmm}k "mmmm^mw 5333 mi 

(D. mmx^mmm'^mx^iLwm^^^^-^o ifmmm. "mmm.m" m 
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"l^^^^^mmmmir' &mim "mm^^x". "^mmrn^rn". "^M-^mmmm" 
10 m "}^i^R±mmmwmmir' Mmmwrnx^^'M^mni^o ^mmmmAmm^^m: 

'C^j&t^" m^m^u, ikm^& "^mx\ "mnwm" m "-^mmmm" ^^Mk^^jgo 
15 "i&Mf-" m "mmm" m^mm±±Km. 

25 Tm^^^mwmmM^Rmo 

M Is 

30 mmm CM" b ^mmnf^'. "i^^rt^m pm" ^mj^M,^:^^^xf^t "-^^^ ceo" 
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fl^'ImJ^^ [^iSWi^J] [KiiitiS] 
(+) {ifrm^} {^SX{^} 

(i*) m^^^) {mmT.m mnmm mm-mm 
iTta#A 5% 

^3tJ^ n°p B 0% 

fllSX# C 10% 

^i^^^D 50% 

f^#*n.^E 60% 

mm-mm. f 90% 

AX5%+BX0%+CX10%+DX50%+EX60%+FX90% 

<t'll^J^^ fSA 't'B i^C 

'ft'll^^^'MtXfi 10% 50% 80% 

4 2 1 
ft^MS0tJ%^#^S;^: Axio%+BX50%+CX80% 











m 100% 




mmmmmm a 


Jiioo:^- 






m 100^ 


4sta2o% 


m't-mit c 


m 100^ 


^m. 10% 










^30 






^20^ 























(B+C+D) X (a X 70% +b X 20% +c X10%) / lOO+E+F 
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mrm" nm 833322, "mmms^" m "m.mmm" "m^" "^ma" mm^j> 1 
^ "m^um" nmmxmf "^/m^" 333323; ^itai "mmw m "w 

f^^" "n^" «^tiA" 1 ^ "m/m^" BPTOA "^ihi¥-fS" Xj^S33324» 

)(«t-T-SitB^fEOAiP 1 ^, flit 100 ^7c!M±fitl "itM-ft^^t" H^E S33332 

<kiXJ^^u TPC-C iiji^^— 

mm^^^ ioo;^^7o ("^«^ s" ^{>mm lOQjimTtm JirAssaso, 
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jtmi ji@2 m^s itms jtme 

m^t^m^ tp {ft fft 

7^m^^ ^-©^^ Hw.'^m Hutm ^m^ist ^m^u Psi^-^m 

m 3 nm^Mmm '^mmm s- T^&mmm>ik^m, ^^mM^:m si m m ±. 

50 Ji^Tt xlO%x 4+50 TSmyt x50%xl +50 75m.7t x80%xl = 85 :?5"^75 
50 :^it7n X 90%+50 Tj^Tt x5%x2+50 Jim.7t xl0%x 2=60 1^^7X1 

Mii>sijF^tti 25 yjmTum ''m^mm\ "mmm s\ "mm^m sm- i:xR^jtMm^ 
15 ®. mmm^mmitmmmmmm 

"mmm s" jIjSm^s^miwj 5332 •t'Siu, "^^^ c ^E^j^w-^^Nik 
"f^^^^m^m", ^}kmmiit^ "m^^x" m^, urn "^^^ c mmmmtim^ 
20 mm^, -^m^m s" ^'^^^ c i'f^mmjf!^mm^j^^mxMmo 

"mmM s" M5i*M^#Hii >itiiiT^smtrA^^s333: ^^m^^M "'^m c, 
^m^mMs QTjmTu, mmmm^T-^^m, ^m^^^ -m^^x". mm 3333 

25 K mw^vrmM 

S" -i-^fe^Ai^^^^jillfitJlS^^^m® S3332c 
1) ^M^^KX.^ 

"^m^ s" S332 ^mm "^m c "%mm" mm^^^K "^k 

m^m KPi" ^ -n^m kp2" e^j^m, "r^«^ s- m\>x^mMmKn.m.', -mu^m 
30 KPi" «KPi". ^ "mmm." m "^mm^'\ "mm:h" ^ «f 
KPi "^mMjamw, kpi m^x^mwr^M. "mmm"-, "wiJ&m kp2" 
^& "KP2". ^ ^ "mixmw, "mmti" m. "M", 

KP2 & KP2 6<j4^A^ii^|5ft-|S:Jt «M^^J^"o Wm^mm^ Hll fitJife 

^if^, S33321 im^^m "Mmw^^mwm-n^m^fm^mn{> '^m*^ 
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2) ^mmnmm-j:f¥ 

"m'B^ s" KPi KP2 6<j "mmt}'\ "M^" m "mmw^" ^^mmnm 

S332 mmMmmmmimmMo 

"m'^m s" "^mmnum" 533322 ^akpi mmnmrn-. 

"mm^ s" ^ "^mmmm" S33322 ^m\KF2 miknum-. 

CD ^mm m^%^ kpi e^^B^ntt^m^. ^^lk'& 

3) m-\-m/m.^.j:f¥ 

"mm^ s"mjM"mmum"^mmf"mm^."o "^/m^."mMmwpSM^ 3331 





s" KPi ^itfit) 


















Tpc-c mu.m— 








Inl^T^IkW 20 










® 









"mnj^" "^mj^." ^m^mm 
S33323 jgju "i^/> '^m'^m' M^mmmv^^, mT^n^^mn. 'm^mmir" 
4) ^i^if 'fsxi? 
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"mm^m sm" feM^«^fp^^^!jSMis*8«^i+ s33324o ^mw^um: 
Kmmmmi^&mm^ 33333, 

1) mk-^mnmtxB 

"-^iS^^W iirA^gtS33331, 

2) itJ5'Jf^«*#Xm 

#^>f^4i«3d:fM6tj'ifi5L, s" mfjmmm^t 1. uitjuta 533332 e<] 

(D. ^^TS6ti;S^^a "KPi" "mm^"', "mm^m" "^mx" 
^M^i^s33i^^, "mm^msM" mmmmf^ m^mm 

3) »,tTf^«»#XJ^ 

m" fp "mmmm" mm, ^mmmmmmx 3333330 

®. :SS33323 't>MSfB?^3l "5?/^;±C" fi^liJ.ija^bi^S: 

M^mmmi'¥^mmm, "m^^m s" 333322 4" "kpi" m "mm 
^ S33323 "^mj^" "^nmmm^m"o m^^^ 33335 "m 
mo »As3332i — t- "mm'^m." "^ha" "it^skp3"« 

3m%±, c %mMm" mmmwmiif 1 nm 4 ^f^, iis^isi 1 m "^^^ 
1 mw^±.. w «i^«^a sm" nm.^^m^T^rmM 33332. 
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50 Tj^TZ X 10% X 4 + 50 ^JUjg X 50% x 2 + 50 Tj^jt x 80% x 1 = 110 Tj^tq, 
50 75^7b X 90% X 2 + 50 Ti^Tn x 5% x 2 + 50 Jj^jn x 10% x 2 = 100 Ji^ito 

^Mxmiu^ymm^i^o mi^, (i);itt#f§»: ci^m.^'^^m-, (3)ji'f&>i>^*s 

$n±^3^, ^l^-ftAM^m^-ft-fi^ S3330> SMm^^^, -^li^A^-^a^it 
I8«S3332. »ll'«AM&^Jf^«-Sif S33324. «;fSi3i6<jli«it:feiJ S33332, if^l|« 

iiaetj^^jg*^ S33334 ^li^^ai^'^^ "ii«^s" ^n^^nrnx. 
mMm^w?^ (jEffl 5 mmmm^ 7)c 

3) S3337 "^^Wk s" i^^^&mm^mm: 
^'ii^-mm^mmnh 90^ 





100^ 




35:Ji- 




30:«- 










umm^mm F 


+ 1 ^ 



(35 + 30 + 10) X (90 X 70% + 90 x 20% + 100 x 10%) / 100 + 8+1 = 77^ 

4. ^^-^mmM 
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m^xwmm S3336 ^^^Jkn'^M^um^m^Mmm^mmmmo "mw^m 
m. ±±m "mw^mm" c'iwmm\ "U^mm":> ^m^mm^ ''mmm&" cm^c.^ 

-mm -mm E.m& mmm 

in^L^mm 1,200;^ 900:^ 600 7] 800 7] 

i^'^mM 800:;^ 600;^ 500 :?5- 700 :?5- 

mumm 1,000;^ 

i^^mmi^mm eoo :^jt7nio 900 T^myhm'^^mmi^m, mm.&m cm 900 
T^mTt^nM^m^mm^ ±mm.m^-m\ikw% ceo" m^^k^m^^M^.^ 

mi: 

®. mmm^m "m^t>'mm" -sa^nT: 













5% 


50% 


95% 




1 


2 


4 
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300 Mr A 

300 TJ^mr^iSA 



E D j^T^*^ B ^mm J Te«i4^^^ fxs mT^^mmwmm 20 c^^etrmit 

IfeU Q-»JfeE D^3^^*P^ B-»^^m J^4)-^li FXS)o FXS ^:£lfe|x 

T^^w^^^^ji io:^ii7D ("iik^^^i^s" m^^TBmm loTimyt^ "^'C^^s'Oo 
®ji>y. S335 mmn^z :^ATMm '^U'^mA" ^ 10 Mmyt, "m^mA" ^ 10.5 
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«iik^f^« s" mm S331 ^^mmm^mm fxs mm^^mm^mn^ m^mmi^ 
*ti^T) S33333. m^m^m^mm^ViiMm:m,M^mmo mmmmmmmm, 
^mum^mmmfM cmmmwT^M) S33332, s" :mjft&^fiKB^^3i^ 

@. in^BW "^m^" fi^lMtt; 

i^±^734LiPp" m ^mmM^m^ fxs "^itA" "kp2" etj "^A^Fd^" 
m "ffi:^ 20 ^^Mi 1 m" ^m^^^^j&.mmnmm^mmm^ zd "^^b^M" m 

(D. i&iii ''^HA" ^itna "m»mm" m^it-, 

mu, "^mxm s" S33333 ^^a:^ifP^#^^iP^BjM6^ "H$&miK'' "mwum". 
"iik#>f^^ s" S3335 m "mmmtr" i^mm^^^Mn 
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